
Beneficiary Access Line Flow Chart for Youth (12-17 years) and Adult (18 years old and above)
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Beneficiary Access Line.

Business Hours
Monday-Friday, 8am-6pm

Live Person/Certified 
Substance Abuse (SA) 

Counselor

Message System

After Business Hours, 
Weekends, Holidays

Certified SA counselor returns 
caller’s message by first 
following business day.

No

Need immediate 
medical or 
psychiatric 
attention?

Refer to emergency 
services.

Yes

SUD
SUD or 

Non-SUD call?

Refer to appropriate 
services.

Non-SUD

BAL staff explains SUD 
benefit package for adults.

Caller wants SUD 
services?

Yes
Eligible for Medi-Cal 
or other County SUD 

services?

No
No

Appointment 
reminder and 

follow-up

Refer to appropriate services.
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Caller receives face-to-face 
intake and full assessment 
based on ASAM Criteria 
with network provider 
within *15 business days 
from the brief triage 
assessment; provider 
determines medical 
necessity.

*For Year 1 (July 2016). For 
Year 2 (July 2017), this 
timeframe will shift to 5 
business days for outpatient 
treatment and 10 business 
days for residential 
treatment. For Year 3 (July 
2018), this timeframe will 
shift to 5 business days for 
all LOCs.

Caller receives brief 
triage assessment to 

determine provisional 
ASAM LOC placement.

Certified SA Counselor will:
 Schedule assessment/

admission appointment 
based on the 
provisional LOC  with a 
network provider while 
patient is on the line, or 
within 3 business days 
from the initial call 
under limited 
circumstances when 
appointment could not 
be scheduled during the 
call. Provider shall be 
within 1 hour travel 
time of caller’s 
preferred location. 

 Develop a follow-up 
plan.

Brief triage 
assessment results 

in need for 
placement?

No

YesYes

Adult or Youth 
services required?

Adult

Youth

BAL staff explains SUD benefit 
package for youth.

(See Youth Screener Section)
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 Number of calls received
 Day and time call received
 Rate of call abandonment
 Rate of unanswered calls
 Day and time call returned
 Number of brief triage assessments conducted
 Number of referrals to treatment by LOC
 Number of days from initial call/contact to assessment/admission appointment
 Number of individuals who attended assessment/admission appointment
 Analysis of wait time to treatment enrollment
 Demographic characteristics of callers (age, gender, ethnicity/race, primary language if non-English speaking, ZIP code of residence)
 Insurance status by health plan (e.g., L.A. Care, Health Net) and funding source (e.g., DMC)

Network provider/referral source contacts 
Beneficiary Access Line.

BAL staff assists provider/referral source to 
locate and schedule admission appointment for 

patient based on the required LOC.  

Patient requires change in 
LOC with another 

treatment program 
provider?

Yes
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Legend

ASAM – American Society of Addiction Medicine
BAL – Beneficiary Access Line
LOC – Level of care
SA – Substance Abuse
SUD – Substance Use Disorder 

Certified SA Counselor will :
 Refer youth to 

qualified outpatient 
treatment agency 
while caller is on the 
line, or within 3 
business days from the 
initial call under 
limited circumstances 
when appointment 
could not be 
scheduled during the 
call. Provider shall be 
within 1 hour travel 
time of caller’s 
preferred location.   

 Develop a follow-up 
plan.

Caller wants SUD 
services?

Yes Yes
Eligible for Medi-Cal 
or other County SUD 

services?

No No

Certified SA counselor conducts 
screening interview using 

standardized youth screener.

Refer to appropriate services

Appointment 
reminder and 

follow-up

Caller receives face-to-face 
intake and full assessment 
based on ASAM Criteria 
with network provider 
within *15 business days 
from the screening 
interview; provider 
determines medical 
necessity.

*For Year 1 (July 2016). For 
Year 2 (July 2017), this 
timeframe will shift to 5 
business days for outpatient 
treatment and 10 business 
days for residential 
treatment. For Year 3 (July 
2018), this timeframe will 
shift to 5 business days for 
all LOCs.
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